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TAANZ
BOARD
DECLARATION
The Board of Directors has
pleasure in presenting the
Annual Report for the activities
of the Association for the 12
months ended 31 May 2017
representing the 54th Annual
Report of the Association as
an Incorporated Society.
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As I begin to write this, I reflect upon another eventful year for our industry and TAANZ, my 11th
as a director and first as President.
Despite some underlying tension, we have generally enjoyed a strong economy, creating
a positive trading environment and an optimistic outlook. The International Air Transport
Association (IATA) report that, globally, passenger traffic increased by 7.7%, with airline capacity
increasing by 6.5% and load factor up by 1.0 percentage point to 81.9%. Locally, short-term
departures reached a new high of 2,723,923, an increase of 7%. The National BSP in the calendar
year-to-date also shows an increase of 7%. All of these factors point to a growing and thriving
multi-billion dollar travel industry sector.
TAANZ delivered a modest surplus in this past financial year, adding to a healthy balance sheet,
meaning members are backed by a strong, financially stable association. Membership numbers
have remained relatively unchanged, however there has been a marked improvement in reported
profitability. Recent steps introduced for members to provide 6 monthly financial reporting has
further assisted in mitigating risk, evidenced by no defaults or claims during the year, making it
the fourth year in a row that this has been the case. A tremendous result.
The commitment to elevating qualification standards also meant a continued focus on training
and development, resulting in a 99% achievement against the benchmark, which is a very
commendable effort. This bodes well for the future of the industry and also provides a meaningful
pathway for young people choosing travel as a career. In support of this, it is pleasing to see the
introduction of the Rookie of the Year and Young Executive of the Year as categories in the National
Travel Industry Awards (NTIA).
In a similar vein, I’m delighted to acknowledge the recent appointment of Andrew Olsen as a
director of ServiceIQ, a role that will enable him to champion our cause.
In my capacity as a director of the World Travel Agents Associations Alliance (WTAAA), our most
recent board meeting in Cape Town in May was a very interesting forum and I’m pleased to report
that the global travel agency community is united in their commitment to the issues that impact
the trade worldwide, notably the appropriate interaction with IATA and airline members.
The TAANZ board of directors has continued its focus on providing strategic direction and strong
governance on stakeholder matters. There has been ongoing discussions with IATA, both locally
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and globally (via WTAAA), about the NewGenISS program, which is scheduled to be introduced
in March 2018. In essence, it is a modernisation of the present settlement system, by providing
additional options for accreditation;
1. Standard with no cash facility (new)
2. Standard with cash facility (current)
3. Multi-country (new)
Other elements include Easy Pay, which allows pay-as-you-go settlement by maintaining an
account with pre-loaded credit, either cash or credit card; A Remittance Holding Capacity, which
will set an agent sales limit to 100% of the three highest transmittal periods in the previous year; a
Global Default Insurance option to cover the bond level required; and provision for Agent Credit
Card use.
Also, as it stands today, there is a requirement to be PCI DSS compliant to have access to a cash
facility.
In the year ahead, our goal is to be the clear voice of the industry by assuming a leadership
position based on Advocacy, Education and Governance. To do this we must be relevant,
responsive and connected. It is all about taking us to A Higher Standard.
An immediate priority is to conclude our discussions with IATA on the replacement of the TAANZ/
IATA agreement. This ends on 31 December 2018 and we have tabled a proposal based on a Joint
Bank Guarantee, which leverages the strength of the TAANZ balance sheet, as a replacement
financial security to allow for an orderly transition with little impact on members.
We will also take a lead role and watching brief on the implementation of NewGenISS to ensure
members are fully aware of their options in order to evaluate the appropriate solution for them.
In conjunction with this, assistance will also be provided to achieve PCI DSS compliance by the
March deadline and the lobbying IATA for an extension if it is proven that this is not feasible.
As well, emphasis on the promotion and awareness of a TAANZ Travel Agent to the New Zealand
public will be paramount, with a focus on showing our value to the consumer ranging from their
money is safe to enjoying the service of friendly professionals.
On behalf of your board, we understand and respect that we represent all members and do so
with your best interests in mind. We are acutely aware that your input and support is critical to
our success and vital to our wellbeing, so I thank you for your ongoing commitment, it is much
appreciated.
My special thanks also go out to the board of directors; Andrew, Darlya and Emmy at the TAANZ
secretariat; Tom and Mary at the bonding authority and our lawyer, Andy Marshall, for all of their
efforts and support over the last 12 months.
Best wishes

Andrew Bowman
President
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The annual report provides a comprehensive assessment of all of TAANZ activities and business
outputs. On Behalf of the TAANZ Board I am very pleased to report on TAANZ activities.
The passed financial year was a good one for TAANZ and its members. Travel agents continue to
report increased customer numbers and consumer messaging by brands continues to promote
the value and benefits of using a TAANZ travel agent in its many divergent and differentiated
channels.
Membership of TAANZ is voluntary so it is pleasing to see that as Brands grow locations they
choose TAANZ for the value and benefits it represents.
A very pleasing outcome of this last year was that again zero defaults or insolvencies were
reported. We are now in the fourth year since a TAANZ member has defaulted and owed money
to airlines. This level of stability is a testimony to the professionalism of our members and their
acceptance of standards set by their brands and the trade association.
Travel and Tourism remains the number one GDP contributor to the New Zealand economy.
The contribution by the travel agent sector is considerable. To maintain and sustain this effort
we must continue to keep an eye on tomorrow’s recruits and work with our wide industry
stakeholders to ensure that the rewarding career of the travel agent continues to be promoted at
school and our revised qualifications are readily delivered to those joining the sector and already
in the workplace.
TAANZ primary objectives is to promote the use of a TAANZ Travel Agent to New Zealand
travellers and public at large. In this last year we have made significant progress. Traveller
feedback told us that the customer will use a trusted qualified travel agent which is supported
by industry standards and rules.. We subsequently sought professional advice on how to take
advantage of this feedback and were recommended a phased approach. In phase 1, we adapted
our brand and tag line leading to budget approval for phase ii which is the roll out of an integrated
co-opt digital marketing strategy including a short TVC. For this phase to succeed, we need a
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supported approach to promoting the benefits of using a TAANZ Travel Agent and encourage all
members to proudly and publicly display their TAANZ membership and the value this represents.
We’ve had another very busy year helping the government with its decisions to not impose
further border control fees and levies. We fully expect travellers will continue to be targeted as
an income stream and TAANZ will continue to oppose fees imposed on travellers into and out
of New Zealand. You will have also seen our front line involvement in the complex South African
visa matters which unfortunately remain unresolved and impacting your customers. Locally
and globally through the WTAAA we continue to monitor the challenges presented by IATA’s
New Gen ISS programme. The programme in its original form has been heavily challenged and
continues to be modified. There is heavy lifting ahead to ensure that travel agents can purchase
and pay for tickets in ways that suit theirs’ and their customers needs.

"Today our compliance
rating of 99% tells us that
you have placed time and
effort into qualifications
and training."
- Andrew Olsen

Just 5 short years ago we asked for your support on improving and increasing our qualification
standards. Today our compliance rating of 99% tells us that you have placed time and effort
into qualifications and training. The return on this is higher customer loyalty, lower error and
error cost rates, highly engaged staff and lower turnover. You all should be very proud of this
achievement.
It took us a while to get there but through the concerted efforts of the Board a significant rule
amendment was made at the 2016 AGM removing the restrictions on how and in what way
Brokers advertised. This change is indicative of the forward thinking of the Directors who
acknowledge that the travel agency reach has and will continue to change and each piece has its
part to play in giving consumers options on how they wish to be serviced.

TAANZ ANNUAL REPORT 2017

08

CEO'S REPORT

NTIA had its 4th birthday in 2016 and was once again a tremendous industry celebration for
everyone in attendance made more special for the deserving individuals and businesses who took
out the awards. In each successive year we see more and more industry support for the awards.
NTIA never sleeps and we have a full book of sponsors, additional categories and more to look
forward to in 2017. We are indebted to our sponsors who make this event possible.
Financially TAANZ has returned a surplus result a little ahead of budget. This result was largely
due to our living within our means with lower than budget expenses and favourable indirect
taxation treatments. Our substantial investments continue to supplement your subscription
income contribution.
Please refer to P. 11 for the audited consolidated financial results.
TAANZ is a small organisation acting in a think big space. We are greatly appreciative of the
efforts of the staff who make this happen and the Directors who are heavily engaged in the
many lobbying and advocacy matters that impinge on the sector. Finally, and importantly, to all
members, we thank you for your continued support of the standards that TAANZ represents and
which are now included in our adopted tag line ‘a higher standard’’. I wish all of you continued
good business and look forward to seeing you all again at your brand conferences in the year
ahead.

Andrew Olsen
TAANZ Chief Executive
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10 YEAR MEMBERSHIP REVIEW
MAY
2007

MAY
2008

MAY
2009

MAY
2010

MAY
2011

MAY
2012

MAY
2013

MAY
2014

MAY
2015

MAY
2016

MAY
2017

396

380

364

342

331

317

314

304

303

294

281

FULL MEMBER
BRANCH LOCATIONS

80

73

66

70

67

89

92

81

80

72

81

TOTALS

476

453

430

412

398

406

406

385

383

366

362

APPROVED TRAVEL
BROKERS

314

324

315

401

431

476

522

533

564

402

434

92

83

79

77

73

59

69

68

72

71

73

FULL MEMBER
HEAD OFFICES

ALLIED SUPPLIER
MEMBERS

25 YEARS OF GROWTH

Total New Zealand Residents Departing (Short Term)
As at May
1992

750,895

1997

1,131,682

2002

1,292,979

2007

1,996,314

2012

2,124,936

1993

799,659

1998

1,166,418

2003

1,373,632

2008

1,967,100

2013

2,162,918

1994

823,834

1999

1,184,510

2004

1,432,541

2009

1,918,300

2014

2,213,059

1995

920,107

2000

1,282,791

2005

1,777,939

2010

1,943,330

2015

2,321,054

1996

1,092,879

2001

1,286,593

2006

1,876,838

2011

2,037,091

2016

2,445,423

2017

2,723,923

2,700,000

TOTAL NZ RESIDENT DEPARTURES BY CALENDAR YEAR
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